





Imam Baihaqi, Institut Teknologi Sepuluh Nopember, Indonesia 
 
Co-Chair 
Angappa Gunasekaran, University of Massachusetts Dartmouth, USA 
 
Program Chair 
Erwin Widodo, Institut Teknologi Sepuluh Nopember, Indonesia 
 
Treasury 
Niniet Indah Arvitrida, Institut Teknologi Sepuluh Nopember, Indonesia 
 
Supporting Committee 
 Anita, Gunadarma University, Indonesia 
 Anny Maryani, Institut Teknologi Sepuluh Nopember, Indonesia 
 Dewanti Anggrahini, Institut Teknologi Sepuluh Nopember, Indonesia 
 Emirul Bahar, Gunadarma University, Indonesia 
 Muh. Saiful Hakim, Institut Teknologi Sepuluh Nopember, Indonesia 
 Rakhma Oktavina, Gunadarma University, Indonesia 
 Ratih Wulandari, Gunadarma University, Indonesia 
 Rossi Septy Wahyuni, Gunadarma University, Indonesia 
 
  
Unique Attributes of Indonesian E-commerce: A Case of Online Bookstores 
Gunawan............................................................................................................................. G3 
The impact of channel leadership on substitution activity for online customer claim in dual 
channel supply chain 
Erwin Widodo ..................................................................................................................... G4 
Market Analysis of Smartphone Products using Segmentation Approach 
Nur Indrianti and Putra Aji Nugroho .................................................................................. G5 
Values-Based Transformative Service Aimed at Improving Societal Well-Being 
Khairul Akmaliah Adham, Nur Sa’adah Muhamad .............................................................. G6  
Transformative Service and Societal Well-Being: Literature Synthesis and Future Research 
Agenda 
Khairul Akmaliah Adham ,  Mohd Fuaad Said, Siti Khadijah Mohd Ghanie, Hafizah Omar 
Zaki, Nurul Atasha Jamaludin, Nur Sa’adah Muhamad ....................................................... G7 
Hospital Outpatient Business Process Development Using A Roadmap for Hospitals 
Prasetyo Nugroho, Mursyid Hasan Basri ............................................................................ G8 
Integrating Kansei Engineering into Kano and SERVQUAL Model to Determine the 
Priorities of Service Improvement (Case Study: Café Agape at Ruteng, East Nusa 
Tenggara – Indonesia) 
Yenny Sari, Markus Hartono, Sianny Budiyono ................................................................... G9 
The integrative framework of Kansei Engineering and SERVQUAL incorporating CRM 
applied to services: A case study on hotel services in Surabaya 
Markus Hartono, Rosita Meitha .......................................................................................... G10  
Designing Service Marketing Strategy in A Culinary Business 
Esti Dwi Rinawiyanti, Rini Rahardjo ................................................................................... G11 
Quality Initiatives as QFD-Kano Technical Responses: a Conceptual Model 
Mokh Suef, Suparno Suparno, Moses L. Singgih .................................................................. G12  
Usability Analysis Of Mobile Phone Keypad 
Dzakiyah Widyaningrum, Lina D. Fathimahhayati, Eko Poerwanto, Rini Dharmastiti ........ H1  
Biomechanical Analysis of Taekwondo Front Kick 
D. D. I. Daruis, M.F. Jalil, B.M. Deros, M.F.M. Ali, A. S. Rambely ..................................... H2  
Studio Piano Learning Aids For Pre-School Children 
Linda Herawati Gunawan, Wyna, Dyah Citra ..................................................................... H3  
Development Of Smartphone Technology Adoption Model Using Bayesian Network  
Latifa Isnainiah Masyithoh, Nur Aini Masruroh .................................................................. H4  
Proceeding of Industrial Engineering and Service Science , 2013 
Copyright © 2013 IESS.  G11-1 
 
Designing Service Marketing Strategy in A 
Culinary Business  
Esti Dwi Rinawiyanti, Rini Rahardjo 




Depot Rasa Suka is a culinary business that provides a variety of Indonesian dishes located in Kediri. However people 
still do not know and yet loyal to Depot Rasa Suka due to fierce competition with several new opened restaurants in 
Kediri. Therefore Depot Rasa Suka needs to design service marketing strategies based on the consumer behavior 
analysis. The goal of this research is to identify consumer behavior of Depot Rasa Suka and then designing the proper 
marketing strategy to improve its service and to increase its sales. The research was conducted by distributing 
questionnaire to the respondents of actual consumers. Based on the results can be known that the majority 
characteristics of consumer behavior of Depot Rasa Suka are male, married, 20-30 years, the majority is 
entrepreneurs, income 3,000,000-6,000,000 per month, and 3-4x visiting a restaurant a month. Based on this research 
can be seen that almost all dimensions of 8P service marketing have the high value both of importance level and of 
satisfaction level, and only dimention promotion gets the medium value of importance level and satisfaction level. 
Based on the analysis of consumer behavior and quadrant analysis can be designed the service marketing strategy 
covering 8Ps with focusing on the two variables in quadrant IV, while they have high average value of importance level 
but low average value of satisfaction level. 
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1. Introduction 
Along with the increase of population in Indonesia, the development of the culinary industry in Indonesia has also 
experienced a rapid increase. It is happpened also in Kediri. Almost in the last 2 years a lot of the development in the 
town of Kediri makes the competition in the culinary business become more stringent. Many of the popular restaurants 
were opened in Kediri, like Mc Donald's, Pizza Hut, Hoka Hoka Bento, Solaria, KFC, Ice Teler 77, Bumbu Desa, Ayam 
Penyet Surabaya, Bebek Goreng Haji Slamet, and Holiday Restaurant. This encourages the community in Kediri city 
and its surrounding visit Kediri to try the food in these restaurants. It could be said that the presence of new restaurants 
could be as one caution that reduced sales levels of existing local restaurants in Kediri, like Depot Rasa Suka. This 
restaurant is located in Jalan Panglima Sudirman No. 18 Kediri established in 2007 by Mrs. Wulan Sari. According to her, 
during the last two years there has been a decline in sales due to the presence of new well-known restaurants that attracted 
the attention of the public to try. In order to win the competition the owner feels that she needs to identify the factors that 
influence consumer behavior in choosing a restaurant. Therefore a research was conducted with the purpose: (1) 
Identifying the factors that influence consumer behavior in choosing a restaurant, (2) Knowing the customer satisfaction 
of Depot Rasa Suka, and (3) Designing the proper service marketing strategy for Depot Rasa Suka.  
 
2. Theoretical Background 
One of the products that can be offered to the market is the service, activities or benefits benefits offered for sale that 
are essentially intangible and do not result in ownership of anything (Kotler, 2010, p.30). According to Kotler (2010, p 
269) service has four characteristics that should be considered in designing a marketing program, namely: (1) 
Intangibility: services cannot be seen, touched, or heard before purchase, so that customers canot see the results or 
benefits of services before making a purchase; (2) Inseperability: services are generally produced and consumed 
exclusively at the same time; (3) Variability:  it is very difficult to achieve a result of service with the appropriate 
